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Task 2

Observation of Practice
Guidance: 

A learner must choose an observation of direct social work practice with people in need of care and support and/or their carers. The observation cannot be from giving evidence in court, contributing to strategy group meetings, case conferences or tribunals or any other indirect activity. The consent of the individual/s in need of care and support and/or their carers must be sought before the observation is undertaken. The observation must be undertaken by an observer who is social work qualified and has at least 3 years’ experience (criteria set out in the Programme Handbook). The observation must be for a minimum of 30 minutes. The observer will gain feedback from the individual/s in need of care and support and/or their carers using either the pro forma below or one of the learner’s own design at the end of the visit.  

The learner is responsible for providing a method of gathering feedback for the observer to use. This can be of their own design, and/or adapted to meet the needs of the individual. The provided pro forma can be used where appropriate. The method used will depend on age, ability and language/communication needs of the individuals in need of care and support and/or their carers. 

This section will include examples of the ways in which effective communication impacts on practice in relation to language use, language needs and cultural sensitivity. You must demonstrate the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012).

Please ensure you meet the Learning Outcomes for this task (See appendix 5 of the handbook).  

Please answer the questions below.

Observation Summary 

Please include name of the expert witness observing in learner’s details section of the portfolio.

Date of observation:  _ _ 10/04/2024__ _ _ _ _ _ _ _ _ _ 

To be completed by learner. 









	Question:
Context
Set out the social work objectives and give a brief description of the situation including geographical and legislative contexts and any relevant cultural, ethnicity and language issues, including how consent was gained and how you have considered the impact of the observation on the individual in need of care and support and/or their carers.  

300 words (+/- 10%: include your actual word count at the end of each section).


The purpose of the meeting today was to address Citizen (1)’s feelings of isolation and safeguarding concerns which had been raised, gather more information and explore options moving forward to ensure 1’s right to live in safety, free from neglect and abuse is protected (Swansea, 2021).
My duty as a registered social worker is to ensure I follow the legislative framework for safeguarding children and adults in Wales, which is provided under the Social Services and Wellbeing (Wales) Act (2014) (Welsh Government, 2014).
1 is a middle-aged woman who has lived in a rural village in Wales for over thirty years. She is in receipt of benefits due to her diagnosis and relies upon public transport to access services. 1 experiences physical and mental health challenges, which are worsened by frequent feelings of anxiety and isolation stemming from the irregular public transport and its limited coverage. She reports missing appointments due to buses not arriving, forcing her to call a taxi, which she describes as very expensive. 
During my initial meeting with 1, I followed the More Than Just Words (2016) framework by making the Active offer of Welsh. This approach creates an environment where individuals feel empowered and confident their needs will be met (Welsh Government, 2016).1 indicated her preferred language is English, though had she requested the service in Welsh, this would have been accommodated. 
[bookmark: _GoBack]When planning the meeting with 1, I was aware of her anxiety. I began by checking in on her emotional well-being; her positive responses made me feel it was appropriate to ask for her consent for the observation, I explained in detail what it would entail and answered any questions she had. If she would have displayed increased anxiety, I would not have approached the subject.
I informed 1 that, as part of my role as a social worker, I required observation by my mentor. I clearly explained what this would entail and assured her that she could decline without impacting her services. 1 was happy to consent.
Word Count- 319 words










	Question: 

Critically reflect on your communication methods and skills during the observation; including how you identified whether you had the necessary communication skills to work with the individual in need of care and support and/or their carers.   

You must use a person-centred approach to demonstrate the integration of social work ethics, values and the Code of Professional Practice. This must include culturally and linguistically sensitive practice and the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012). 



1300 (+/- 10%: include your actual word count at the end of each section).


I have been supporting 1 for a few years, we have built a good rapport and 1 always states how much she values my support. Having built this rapport allows 1 to have a comfortable and open approach to me. 
Initially, when I became involved with 1, I spoke to her about the “Active Offer” (2012), which is a core element of the ‘More than just Words’ framework (Welsh Government, 2012). It encourages a user-centred service that enables individuals to be assured that they are in control and fully understand the health and care services that they are being offered” (HEIW, 2024). Delivery of public services in Wales is underpinned by The Welsh Language (Wales) Measure (2011), which requires professionals not to make the assumption that all Welsh speakers also speak English. Taking this into account, I offered 1 service in Welsh. However, 1 informed me they were not in fact from Wales originally and stated the only language she knows and uses is English.
In preparation for my observation, I attended supervision with my Line Manager where we discussed theories, methods and approaches I was planning to use. 1 has been experiencing difficulties with feelings of isolation due to geographical location and expressed she would like to move house in order to minimize these difficulties. She also disclosed she has been experiencing Child to Parent abuse where her adult son, who also resides with her, has reportedly been emotionally and financially abusing her. Having known 1 already, I was mindful this was going to be a sensitive subject and 1 may have difficulties with her emotions throughout the meeting. Considering this, I plan to use a combination of active and reflective listening skills. (Rodat, 2020) advises active listening as being the most favoured method of response in interaction between people, which is also echoed by (Tennant, Butler and Long, 2023) suggesting that Active Listening is a fundamental feature of professional interaction. Additionally, Reflective listening will help me check my understanding, rephrase the information given, whilst showing interest and respect and reassuring 1 she is being understood and heard (Ernstmeyer and Christman, 2022). Essentially, empowerment can stem from a person feeling understood and listened to, which is extremely important within social work as empowerment can enable individuals to gain a sense of capability, strength and ability to implement change (Maclean and Harrison, 2015, p.33).
When scheduling the meeting with 1 over the phone, I explained that my social work role required my mentor to observe my interactions with an individual I support and asked whether she would be willing to be a part of this during our next planned meeting. I mentioned my mentor's name and job title to reassure her that I was familiar with this person, describing her as "lovely." I felt it was helpful to offer this reassurance, knowing that she tends to feel anxious when meeting new people.
I explained to 1 that it would be my interactions being observed, not hers, which helped reassure her. I also mentioned that my mentor would contact her following to get honest feedback about my work. I made it clear that the feedback could include constructive criticism and that I welcomed any suggestions to help me improve my skills. I ensured it was very clear 1 had the right to refuse without it having an impact on the service they receive. 1 consented to this without any concerns, I thanked her for her willingness to partake. I felt confident 1 had understood what I had asked and what the observation would entail.
I have built a good rapport with 1 during my time supporting her, and I am mindful her communication skills can be affected due to her mental health difficulties. It is important to adapt my communication techniques to individuals whom I support. In this instance, I paid attention to my tone and body language, making sure to communicate without using jargon (Mencap, 2019).  
On the morning of the meeting, I ensured that I had gathered all the relevant information to take with me, and I turned up on time to ensure I was reliable and dependable (Social Care Wales, 2017, 2.5). I first greeted 1 independently as I wanted to reiterate what had been agreed regarding the observation and to re-check her consent. Again, I assured her she had the right to refuse, by proving this information ensured 1 was able to make an informed choice (Baxter, Glendinning and Clarke, 2007).  1 confidently agreed and explained they were more than happy for my mentor to be present. I thanked them and led 1 to the meeting room where my mentor was. I introduced 1 and my mentor then invited 1 to sit where they would like in the room, enabling 1 to sit where she felt most comfortable.
I began by talking about the reason why we had met today and elucidated that in order for me to gather the information I needed, it would be beneficial for us to have a ‘What Matters’ conversation; “it's a way of carrying out the assessment, with the practitioner having the right type of conversation to identify with the individual how they want to live their life, what might be preventing that and what support might be required to overcome those barriers” (Social Care Wales, 2022).
1 had no issues explaining she was upset due to her current housing situation and her son’s behaviour towards her, though it was visible by the way she was talking and by her body language that she was struggling to get her words out competently. 1 then put her head in her hands saying “sorry”. I explained to 1 she had nothing to apologize for and acknowledged this can be a difficult thing to talk about. Throughout this interaction, it was important I displayed compassion; (Kinman and Grant, 2020) defines compassion as “the act of providing care based on empathy, dignity and respect, which is intrinsic to effective health and social care”. Compassion is paramount in the social work field, highlighting the importance of understanding an individual’s problems without becoming emotionally entwined (Social Work Degrees, 2023). Since I knew 1 well, I felt it appropriate to calmly ask if I could share my understanding of her concerns, encouraging her to stop me if I misunderstood or if she felt uncomfortable, we could revisit this another time. 
1 appeared relieved by my suggestion and agreed to discuss my understanding further. This approach allowed her to compose herself and gain the confidence to explore her concerns, enabling her to share all relevant information about the issues she faced. I assured 1 that I was fully engaged whilst taking notes, by using gestures like nodding and verbal affirmations such as “yes” and “uh-huh,” (British Heart Foundation, 2018) which encouraged her to continue. I took notes to avoid interrupting, enabling me to clarify any points and address any confusion later.
Throughout, I upheld a calm and respectful approach (Hanna & Nash, 2012) and was mindful of my body language, adopting an open posture to ensure she felt neither judged nor unsupported, which demonstrated empathy (Brouwer, Wouters & Pape, 2017). Through this, we effectively developed an action plan to mitigate risk and signpost to appropriate agencies for additional support and information, which included Domestic abuse support, mental health support and housing advice. 
I believed it was important to remind 1 of her progress since our initial meeting by employing a strengths based approach which highlighted her personal strengths and resilience. Employing this holistic approach can enhance an individual's overall wellbeing (Social Care Institute for Excellence, n.d.). Additionally, achieving wellbeing is a fundamental principle of the Social Services and Well-being (Wales) Act (2014) and is central to the Act's aims (Welsh Government, 2014). I appreciated 1’s bravery in sharing sensitive information, and she left with a smile. As I walked her to reception, she shared her plans for the rest of the day.
Reflecting on the observation, I am proud to have found an approach that enabled 1 to express her concerns and outline a plan to reduce risk and enable her to access the correct support. Together, we have built a trusting relationship that allows her to feel comfortable sharing concerns with me. I appreciate the positive feedback I received from her. However, I recognize that this observation involved someone I know well, and the dynamics might differ with a new individual or someone with whom I'm still building rapport, as each person is unique and requires a personalised approach.
Word Count: 1423










Feedback and comments from individual in need of care and support and/or their carers 

Information for the observer

This section of the Observation should not be completed in the presence of the learner. 

No formal written feedback is required from the observer on the learner’s practice. However verbal feedback should be provided to the learner as soon as possible after the observation. If the observer is not the mentor, then feedback should also be provided to the mentor. 

Some or all of the questions below may be used by the observer who can rephrase and add explanations and prompts as required. The observer should record responses from the individual in need of care and support and/or their carers below, or by using an alternative method if required/provided.  
Before asking the questions, the observer must explain to the individual comments will be shared with the learner. It may be useful to explain that it is used as a learning tool for the learner to develop their own practice. 

If the observer is unable to gain feedback, they should briefly say why.


	Was the social worker on time?  Or, if delayed, did he or she contact you?

	Hannah was on time for today’s meeting. If she is ever late or unable to meet with me she will always let me know.

	Did the social worker get your permission in advance for the observer to be present? 
Did they explain why they were being observed?

	Hannah, asked me if I would agree to the meeting being observed, she let me know that I was not being observed but that she was.
Hannah let me know at the beginning of the meeting as well. She introduced me to Julie before we sat down and again asked for my permission.
I was aware that I could refuse.

	Were you clear why the social worker met with you today?

	I was very clear on why we were meeting today.

	How well prepared do you think the social worker was for his or her meeting with you?

	Hannah, was prepared for our meeting today, she is always prepared and she has been able to answer several questions for me. If she doesn’t know she tells me and we find out the answers.

	 How has the social worker listened to you and respected your views and wishes?

	Yes she has. She always gives me a different perspective to think about as well.

	Did the social worker talk to you in a way that you understood?
Did the social worker consider your language needs?

	Hannah always speaks in a way that I can understand and if I am unsure she will say it differently for me. I am happy to ask questions of Hannah.

When we first met Hannah asked if I would like to receive services in Welsh, I said no as I am not a Welsh Speaker. I like everything to be in plain English.



	How has the social worker’s involvement met your expectations for this visit?

	Yes, Hannah is a good social worker and I like her.

	Are there any other comments or suggestions that you would like to make?
	Hannah has supported me with lots of different issues that I have had, she hasn’t just done things for me but she has helped me do things for me too and given me courage where needed.
She is friendly and approachable, we have a good working relationship and I feel comfortable contacting her.
She is excellent!
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